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� Main goal of EITS is to deliver IT services that meet the 
needs of Program Offices missions and requirements

� We are not providing solutions that are in search of problems

� Customer service focused, not technologically driven

� Our objective is to provide you with what you need, not to 
force new technologies upon you
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� Energy IT Services (EITS), as a service provider, recognizes the importance 
of its customers and their satisfaction when it comes to their IT needs and 
services.

� Major improvements have made to increase EITS customer interaction
� Customer Account Managers (CAMs)
� Enterprise Customer Partnership Council (ECPC) 
� Gartner® Customer Satisfaction Survey
� Quarterly task monitoring reports

� We want to hear about your problems and concerns and address those 
areas

� Our goal is to provide you the best services at the best prices

� We are available 24x7x365 and constantly working to improve our 
performance metrics
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� The CAM is the primary interface between the IT customers and the EITS 
service managers and is the core of EITS customer relationship 
management.  The CAM is the customer’s “go to person” for EITS services.  
The customer can pursue all EITS related questions, requests, changes, 
problems, and issues through the CAM.  

� The CAM provides focused customer support to ensure that specific IT 
requirements are understood and assists the customer in obtaining EITS 
services that meet IT needs and service expectations. The CAM ensures 
that EITS: provides services and products that are exactly what the 
customer wants and expects, is providing appropriate customer service, and 
is focused on providing the requested IT services in the most efficient and 
cost effective manner.

� Please meet our CAMs at our EITS booth throughout the week and see our 
next slide to see which CAM supports your organization!
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� Enterprise Customer Partnership Council 
(ECPC) was established as an avenue to 
increase communication with our customers 

� Established for Customer interaction and 
feedback
� Meet monthly
� Co-Chaired by Bill Lay and Linda Wilbanks (NNSA)
� Attendees are from all Program Offices

� 2 working groups for further interaction
� IT Cyber Working Group
� IT Collaboration Working Group
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Charter
� The purpose of the ECPC will be to help coordinate IT 

management, especially as it relates to MEO IT 
services provided throughout the DOE. 

� To be an effective communication channel between 
OCIO and DOE Program, Staff Offices, and field 
locations to improve the delivery of IT services 

� Individuals or representatives designated by the 
OCIO, program, staff, and/or field offices will have 
voting membership on the ECPC 

� Associate CIO for IT Support Services will serve as 
the Co-Chair of the ECPC.  All other members, both 
voting and non-voting, will be determined by the 
ECPC Council as appropriate. 
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� Price/Cost Model 
� Transparency

� Performance Metrics 
� Useable

� Project Priorities/Schedule 
� Meet program office needs

� Emerging Technology Targeting
� Solutions to existing models

� IT Service Offerings
� Especially Service Catalogue

� Policy Reviews 
� Especially PCSP

� Procedures flexible
� Meet needs of Program Offices
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� Inherently governmental
� Technical Oversight
� Subset of OCIO; oversight of MEO
� Quality assurance
� Task governance
� Liaison with Procurement Office/A76 Office

� 100% commercial activity
� Service provider of Enterprise 
� IT management consultant support
� Planning technology integration
� Policy development support
� Operations including:

� Office automation
� Application & data hosting
� Telecomm/networks
� Cyber Security operations
� Telephony services

IT Support Services 
(IM-60)

William G. Lay, ACIO

IT Corporate Management
(IM-10)

Kevin R. Cooke Jr., ACIO
� Contract Management

MEO

Office of the Chief Information Officer
(IM-1)

Thomas N. Pyke Jr., Chief Information Officer
Carl P. Staton, Deputy Chief Information Officer

ISIO

IM-60

MA
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IT Support Services (IM-
60)

William G. Lay, ACIO

ISIO EITS

Enterprise IT Operations IT ManagementCyberEngineering/CTO

CAM’s Office
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� EITS works with the Office of Competitive Sourcing (MA) 
to quarterly report on the organization, mainly to convey 
customer satisfaction and cost savings

� Customer satisfaction is based on a 1-4 scale and is tied 
to task performance
� All results have averaged above 3

� Cost savings is reported to show how much money EITS 
saved the department each quarter compared to its 
original proposal 
� Due to a re-baselining to the Performance Work Statement 

(PWS) currently taking place this is being adjusted due to many 
factors. 
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� Overall customer satisfaction score of 4.19 (scale 1=low & 5=high) 
represents a 3.75% improvement from previous 2007 survey results
analysis (4.04)

� These results now place DOECOE in the “Best-in-Class” (top 10% 
of the Gartner database).

� Satisfaction scores have improved across the board for all Specific 
IT Services, as well as areas representing overall delivery of IT 
services.

� Our DOECOE challenge will be to maintain the current high level of 
customer satisfaction as well as to address opportunities identified 
by customers for further improvements:
� E-mail Services
� Network Services
� Equipment & Refresh
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Thank You!

***Please visit our EITS Booth to meet more of us, ask 
further questions, and receive bonus materials!!!***


